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SENIOR MANAGEMENT PROFILE
Customer Relations   (   Account Management   (   Business Development   (    Service Delivery Management
Snapshot: Dynamic & results-driven senior industry professional with 14 years of insightful experience, spearheading customer service and call/contact center management initiatives; impressive track record of generating new business by managing accounts to maximize profit; vast experience in managing expectations and providing excellent customer service; demonstrated excellence in developing innovative strategies that improve quality and delivery of services as well as enhance department efficiencies amidst fast-paced working environments. Certified Instructor and Human Development Consultant, who thrives in making maximum use of managerial and instructional skills to identify, develop, and conduct unique training programs and organize high-end professional courses.

Core Competencies include…

	· Strategic Planning
	· Call Center Management
	· Business Process Improvement

	· Business Development
	· Operation Management 
	· Revenue Generation

	· Relationship Building
	· Premium Customer Service
	· Team Building & Leadership

	· CRM Implementation/Development
	· Customer Service Management
	· Human Development Consultant


EXECUTIVE SUMMARY


· Demonstrated ability to take initiative and build cordial relations with clients, develop & implement account plans; create & support client retention strategies for existing customer base and for new customers.

· Outstanding skills in interacting with clients, understanding their requirements and accordingly devising customized solutions, thereby maintaining complete client satisfaction and creating repeat business opportunities.
· Hands-on experience in monitoring the overall functions of processes handled; identifying improvement areas within the team and implementing adequate measures to maximize customer satisfaction level.

· Visionary & decisive leader, noted for sound, practical management style and excellent organization, communication, presentation & interpersonal skills.
· Proven ability to lead, supervise and motivate cross-functional teams towards maximizing productivity, ensuring product solutions meets customers’ requirements.

KEY CAREER HIGHLIGHTS


· Certified instructor for Etisalat Academy and other training centers for Human Development, having delivered different courses topics for UAE Government and others organizations.
· Instrumental in restoration of the call center as well as restructuring of the customer service department including defining complete job description for all levels - Agthia Group PJSC, UAE.
· Successfully set up CRM Department including vision, mission, goals and objectives - Ahmed Seddiqi & Sons Company, UAE.
·  Played a key role in establishing new call center department as well as converting the department from call center to contact center, Masafi Company LLC, UAE.
PROFESSIONAL EXPERIENCE


Human Development Freelance Instructor/ Consultant, Ajman, UAE   (  Jan 2014 to Present
Key Deliverables:

· Working as Certified Instructor for Etisalat Academy and other training centers for Human Development.
· Delivering over 40 different course topics for the UAE Government and other organizations including:
· Workshop identifiable Emirates Programme for Excellence in Government Services – (OnTime Group)
· Upselling and Cross-Selling – (OnTime Group)
· Problem Solving and Decision Making – (OnTime Group)
· Know Your Company – (OnTime Group)
· Front desk Reception Training – (OnTime Group)
· Complaint Resolution – (OnTime Group)
· Communications skills for CSA – (OnTime Group)
· SCAMPER creativity technique – (Youth Centers)
· Attract internal competencies and Succession Plan - (Abu Dhabi Customs, Emirates Red Crescent, Dubai Corporation for Ambulance Services).
· Executive Secretary - (Ministry of Health)
· Business Etiquettes (Etisalat).

· Autonomous power and the keys to success (Abu Dhabi Sewerage Services Company).
· Self-building, emotional intelligence, build positive skills, Configure the appropriate friendships and creativity and problem-solving (TRA camp for innovation/ OnTime Group)
· Communication and time management (Tanmia / Tasheel)
· Self Development – (Ministry of Interior KSA)
· Customer Service Skills 7 Star - (Ministry of Health)
· Excellence Diploma in Customer Service – (Ministry of Interior)
· Project Management Diploma - Ishraqat
· Performance Management – (SABB KSA)

· Team Building – (Cristal KSA / SABB KSA)
· Certified Business Professional - Customer Service - (Ministry of Interior/Ministry of Environment and Water/Tanmiah/ Tasheel)
· Management of Mind and Success Strategies - (Ministry of Health)
· Values ​​Chain of Human Resources - (ADM)
· Creativity and Problem Solving - (City Information / Ministry of Health)
· Strategies Work Stress and Time Management - (Ministry of Environment and Water)
· The Development of Personal Skills - (Ministry of Health)
· Work Ethic - (facilitate / Development / Ministry of Environment and Water)
· Team Spirit - (Ministry of Environment and Water / Abu Dhabi Food Control Authority)
· Management Performance Measurement - (Ministry of Education)
· Motivation - (Ministry of Education)
· Dealing with Work Pressures - (Ministry of Education)
· Time Management - (Ministry of Environment and Water)
· Listening Skills - (Masafi / Agthia)
· Asking Questions skills - (Masafi / Agthia)
· E-mail Writing Skills - (Masafi / Agthia)
· Dealing with Upset Customers - (Masafi)
· Attitude - (Masafi / OnTime Group)
· Communication Skills for Customer Service Representative - (Masafi / Agthia)
· Advanced Communication Skills - (Masafi / Agthia)
· The basics of Microsoft Word - (City Information)
· The basics of Microsoft PowerPoint - (City Information)

Agthia Group PJSC - Consumer Business Division, UAE    (   Customer Service Manager    (    Jun 2012 - Jan 2014

Reported directly to the Supply Chain Director, secondly to the General Manager, and managing 40+ staff across various positions and functions all across UAE
Key Deliverables:

· Managed diversified operations across call center, customer service, chillers, and dispensers’ workshop.

· Worked closely with warehousing and distribution, demand, supply planning, receivables, procurement, HR and IT departments to achieve the organization goals.
· Handled the customer service and call centre operations, setting direction and laying down training and career progression paths, and organizing annual performance appraisals.

· Monitored validation and creation of sales order based on diversified company processes, policies, and lead times.

· Controlled customer relationship management issues along with follow-up and closure for overall customer complaints.

· Oversaw the sales order processing, including tracking of DIFOT (Delivery in Full on Time) and order fulfillment issues.
· Managed operations of the warehouse and logistics teams with information on daily requirements, while adhering to customer order/delivery terms under requisite conditions.

· Conducted annual customer satisfaction surveys as advised by MCs while complying with internal audit requirements.
· Supervised the project management issues of the system while ensuring process improvements.

· Managed the DSO (Daily Sales Outstanding) processes in association with the Finance Department.

· Conducted an annual review while updating overall SOP’s pertaining to the customer service department.

Key Highlights:

· Contributed in a key role during restoration of the call center.

· Commenced the implementation of various new/effective communication methods including emails, fax, and call back.
· Managed the design and development of CRM solutions to assist the customer service and call center department, including customer relationship management solution and case management solution.

· Sustained the key account customer’s portfolio within and outside UAE. 

· Applied an advanced documentation process along with the best archiving strategy.

· Restructured the customer service department via design of a comprehensive job description for various levels.

· Curtailed overtime by 50% during the first 6 months and by over 80% after 9 months with a similar head count, and sustained the quality and speed of execution of duties.

· Closed the monthly sales processes on time without delay during each month.

· Modified the customer service quality results via scrutiny, evaluation, and re-designing of processes, while establishing and communicating service metrics, tracking and analyzing results, and implementing changes.

· Conducted rehabilitation of overall customer service staff, while increasing capabilities of multi-skilled staff for jobs assigned.
· Managed the closure of various internal and external audit points, while reducing the cost of the export documents 30%.

· Coordinated the supply customer service portfolio successfully across 10 countries.

· Curtailed the DSO from 63 days to 57days, while establishing fresh customer survey methods and strategy.
· Modified and manage overall aspects related to sales order processing, shipment planning, scheduling, and inventory.

· Maintained data in the JD Edwards ERP system, and created and sustained the tailor-made customer care training program.
· Laid down and managed the new KPI for the department via on-time processing, on-time shipments, consistent improvement on truck availability, continuous improvement on transit times to customer (sharing with management), on-time documentation, accuracy in processing, visibility, and proof of deliveries.

· Enhanced the customer service staff productivity levels that ultimately touched 85%.

· Accomplished the market targets along with diversified order fulfillment for the month and the year.

· Managed the designing and development of the chillers and dispensers section and the workshop.

· Curtailed costs and generated savings over AED 70,000/- from the chillers and dispensers section and the workshop during the first quarter following establishment.

Ahmed Seddiqi & Sons Company, Dubai, UAE    (   CRM Manager   (   Feb 2011 - Jun 2012

Reported directly to the VP of HR, secondly to the CEO, managing CRM functions all across UAE

Key Responsibilities:

· Established the CRM department and served as an internal-consultant to the management staff pertaining to the best practices within the CRM industry.

· Designed diversified operating policies, procedures, and guidelines for the CRM department, while managing operations in coordination with other operating units of the company.

· Coordinated the development, documentation, and integration of the company brand, culture, customer focus, action plans, and behaviors into the daily operations, while liaising with various colleagues and customers.

· Evaluated customer issues while administering corrective actions for delivering responses on-time and appropriately.

· Partook and spearheaded projects, while assigning and collaborating with other team managers via sharing of knowledge, learning, and building of consensus.
Key Highlights:

· Drafted the DRM department vision, mission, goals, and objectives. 

· Defined the CRM department manpower hierarchy, manpower headcount, visibility study, training plan, and curriculum for the CRM team.

· Managed the customer care main matrix, CRM department team KPIs, operations daily report, call quality assessment, email standard replies, staff schedule with breaks, IVR flow chart, and scripts.

· Designed the best contact center solution and strategy including the evaluations, study, comparisons, review, and selection of the best supplier.

· Offered the best IT solution for the CRM department.
Masafi Company LLC, Dubai, UAE    (   Call Center Team Leader    (   Sep 2007 – Jan 2011

Reported directly to the Head of Marketing, secondly to the CEO, managing Call Center functions all across UAE
Key Responsibilities:

· Developed effective strategies to achieve desired level of customer service.
· Contributed to business development initiative by identifying new, profitable opportunities and converting them into commercial aspects. 
· Maximized customer satisfaction levels through prompt resolution of queries/grievances and by providing qualitative service delivery.
· Developed the contact center strategies, identified trends & KPIs to promote a high performance service culture within the contact center. 
· Researched on latest developments in technology and monitored technology implementation in the contact centre. 
· Developed strategic plans to ensure successful execution of turnkey business solutions at reduced expenditure. 
· Spearheaded efforts to enhance methods of service delivery to ensure complete customer satisfaction.
· Monitored the development of operational dashboard for the contact center. 
· Developed & implemented policies & procedures, conducted benchmark analysis and analyzed root causes of the performance gap.
· Managed and directed customer care center operations in line with organization goals and objectives.
· Monitored the inbound & outbound operations of the contact center and led the team to achieve pre-defined business objectives.
Key Highlights:

· Significant contribution in establishing new call center department as well as converting the department from call center to contact center.
· Successfully initiated & managed the implementation of new communication methods – emails, fax and callback, which resulted in increasing the profit by 10% in 1st year and 9% in 2nd year.
· Efficiently designed & developed CRM applications, integrated CRM with HHT to outreach customers across the world.
· Deployed online order services for all products across UAE.

· Exceeded targets sourced new clients and generated business by 203% as well as customer retention by 30% through excellent customer service.
· Successfully managed CSR program recycling plastics, generating revenue of 1 AED million in the 1st year and 1.2 AED million in the 2nd year.
· Recipient of ‘Idea of the Year Award’ for Environment category (2009) as well as ‘Best Use of CSR’ honor at GEMAS Effie MENA Awards 2009.

· Efficiently streamlined operations, ensuring saving of 75, 000 AED in CRM project, 34, 000 AED in survey project and 240, 000 AED in training from the budget.
· Developed and implemented strategic customer service initiatives, thereby reducing customer complaints by 78%.
PREVIOUS ASSIGNMENTS


Etisalat IHD/Dubai E-government/ UAE Federal Governments, Ajman, UAE  (  Sep 2003 – Sep 2007
Customer Service Representative/Acting Supervisor

Emirates Computers Company, Dubai, UAE   (   May 2002 – Aug 2003
Customer Service Engineer

ACADEMICS



· Master's in General Management ‎| Preston University, Ajman, UAE | 2011
· Bachelor's in Computer Science | Ajman University of Science and Technology (AUST), Ajman, UAE | 2002

PROFESSIONAL DEVELOPMENT


· Awareness Customer satisfaction system in accordance with standard specifications ISO 1002/2014 | Jan 2016.
· Awareness Customer complaints system in accordance with standard specifications ISO 1002/2014 | Jan 2016.
· Advanced Recruitment, Interview & Selection | Feb 2016.

· Management Development Course | Feb 2016

· Mohammed Bin Rashid Al Maktoum Business Excellence & Innovations Award | Mar 2016
· Emirates Programme for Excellence in Government Services | Mar 2016
· Sugar CRM | Apr 2016

· Training of Trainers (TOT), Canada Global Consulting and Training Centre | Apr 2016

· Professional Certified Trainer, Canada Global Consulting and Training Centre | Apr 2016

· Presentation Skills | Apr 2016
· Fraud Risk | Sep 2013
· Leadership Skills Phase 2 | Jun 2013
· Future Master | Apr 2013
· S&OP Training | Mar 2013
· Targeted Selection | Feb 2013
· Leadership Skills Phase 1 | Feb 2013
· Certified Business Professional (CBP) - Customer Service | Oct 2011
· Project Management Professional | Jun 2011
· Call Centre Industry, Customer Service & Tele Sales Course, Dubai | Apr 2007
· Business English - New Admin Institute, Ajman | Apr 2007
· Emotional Intelligence - Mind Field, Dubai | Mar 2007
· Communicating with Customers: Service Face to Face - Etisalat Academy Learning Campus | Apr 2006
· Communicating with Customers: Service via the Telephone - Etisalat Academy Learning Campus | Apr 2006
· e-Employee - Compubase Training Center, Dubai | Jun 2005
· e-Citizen - Compubase Training Center, Dubai | May 2005
· Leadership & Cooperation - Ajman University of Science and Technology, Ajman | May 2005
· Communication Skill for Call Center Staff - Etisalat Academy, Dubai | Oct 2004
· Microsoft Certified Systems Engineer (MCSE) - Zenith Training Center, Sharjah | Aug 2003
· Cisco Certified Network Associate (CCNA) - Synergy Consulting and Training, Dubai | Jun 2002
PERSONAL DOSSIER


· Date of Birth
: 12th November, 1980
· Languages Known
: English & Arabic
· Marital Status
: Married (2 dependants)
· Nationality

: Jordan

· Visa Status

: Employment Visa (Transferable)
· Driving License
: Valid UAE license
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